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Preface
In May, 1955, the Reference Section of the Public Libraries Di
of the American Library Association, appointed a special committee t
vestigate existing reference service in public libraries in the United S
The committee has since operated under the sponsorship of the A. L.A
erence Services Division.
Its members are: Catherine Beal, Elizabeth M. Bond, Charles
Higgins, Mrs. Mary F. Mitchell, Beulah Mumm, de Lafayette Reid, R
Renaud, Robert E. Scudder, Rose L. Vormelker, and Mrs. Frances :
Cheney, Chairman.
The pilot project, completed in the spring of 1954, was conduc
Mildred Vannorsdall. The actual investigation is the joint contribution
members of the committee, the state library personnel who assisted i
distribution of the questionnaire, and the many librarians who supplied
information about their reference services. This report of the findings
prepared by Mary Lee Bundy. The committee is indebted to the Publi
braries Division and to the H.W. Wilson Company for financial assista
Introduction
Need for the Study. The reference service of American public l
has had increasingly heavy demands placed on its services by business
fessional people, students, and community organizations. This study
nition of the need for the profession to make an organized and systema
on the problems caused by this increased load.
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2Reference service in public libraries has received little research at-
tention, has suffered from neglect in the professional literature, and has per-
haps not received the attention it deserves in planning the allocation of federal
funds for library development. Since the Public Library Inquiry, completed
over ten years ago, there has been no nationwide study to determine the present
status of reference service in the United States.
It was hoped that a survey of existing conditions would supply information
which would assist in: (1) The formulation of realistic standards of reference
services; (2) laying the ground work for a reinterpretation of informational
and reference services to both the profession and the public; (3) the closer in-
tegration of library reference services with other community adult education
activities; (4) assessing the effects of the newer media of communication on
public library informational and reference services.
Purpose. The specific objective of this study was to gather information
about the following aspects of reference service: reference services; organi-
zation and staff; collections; and evaluation. Some aspects were covered in more
detail than others, in particular the periodical indexes to which libraries sub-
scribe, the work assigned to reference personnel, the use of photo-reproductive
methods, and the measurement techniques employed by libraries.
The purpose of this report was to present the major findings from the
study, describe the existence and extent of practices where the data permitted,
and to note both likenesses and differences between various sized libraries.
Finally the findings are interpreted in terms of the adequacy of the reference
service being supplied to the American public. The report concludes with
general suggestions as to the direction which professional efforts might take.
Method. This study is based on an eight-page questionnaire, "Reference
Service in American Public Libraries, A Survey, " distributed early in 1956.
Copies of the questionnaire were distributed through the state library agencies,
or, in a few cases, through state library associations. Selection of the libraries
to receive the questionnaire was made by the state agencies.
The survey originally included all libraries regardless of their size.
In the final compilation, however, libraries serving populations of less than
10, 000 were not included. Exclusion of these libraries eliminated an esti-
mated 72. 8 per cent of the public libraries in the United States. Since these
small libraries serve only a total of 10 per cent of the entire United States
population, the final survey can be said to describe reference service being
given to 90 per cent of the American public. i
y0o. Cl
Sample Returns. For purposes of comparison the reporting libraries
were divided into three groups: Group I, libraries serving 100, 000 or more
population; Group II, libraries serving 25, 000-99, 999 population; and Group
III, libraries serving 10, 000-24, 999 population.
The number of libraries and the per cent of the total number in each
size population are as follows: (For ease in referring to the various sized
libraries, the terms "large," "medium, " and "small" are used throughout
the report.)
Sample Returns by Size of Library
Size Number Per Cent of Sample
Small 479 41
Medium 504 43
Large 184 16
TOTAL 1, 167 100
Comparison With Public Libraries in the United States. According to
the Statistics of Public Libraries, 2 there are 1, 763 public libraries serving
these population sizes. The sample, then, has an unusually high representa-
tion of its universe. Sixty-six per cent of the libraries which serve popula-
tions 10, 000 or over are included in the sample. All sized libraries are not,
however, represented equally.
Comparison of Sample With Actual Universe
Size of Library Per Cent of Libraxies
Actual Universe Sample
Small 51 41
Medium 39 43
Large 10 16
100 100
The sample is overloaded with large libraries and somewhat over
represented with medium libraries while the small library is under repre-
sented by 10 per cent.
For purposes of comparison between the various sized libraries this is
not important, but totals will be skewed in favor of more or better service than
is actually supplied. Any gains made in development of reference services since
1956, when this study was conducted, are probably offset by this under repre-
sentation of the smaller, and therefore probably less well-equipped public
library.
4Sample Returns by Governmental Unit Served. City and county li-
braries predominate but all kinds of governmental units are represented:
Governmental Units Served by Libraries in the Sample
Unit Per Cent of Sample
City 50. 7
County 40.3
Town 7.4
Region 5. 5
School district 3. 7
Township 3. 1
State .4
(Totals add to more than 100 per cent since 21. 5 per cent of the libraries in
the sample serve more than one unit. )
Limitations of the Study. A survey as broad in scope as this one can
only generally describe existing conditions. While it may reveal little more
than has generally been assumed to be the situation, it can substitute objec-
tive data for opinion, and when conducted on a national scale, can indicate how
widespread a situation is. While the survey probably has little or no value
as a standard-setting device, it does pinpoint trouble areas and underscores
the seriousness of the situation. Perhaps, the greatest value of this study,
as the committee hoped it might be, is that it can serve as the springboard
for stimulating needed improvements.
The survey, as described previously, suffers from lack of representa-
tiveness. Bias could have entered, both because of variations in the procedure
for selection of the libraries to receive the questionnaire and because of dif-
ferences which may exist between those who returned the questionnaire and
those who did not. Again, the major findings of the study are probably even
more significant when one considers that this is a report slanted toward more
and better reference service than actually exists in the United States.
The questionnaire itself introduces other limitations. Interpretation
of what constitutes the various kinds of service allows for great latitude in
responses and does not measure either amount or quality of service. Because
of the wording of the questions it was not always possible to tell whether the
activity is actually performed in the library or simply not performed by the
reference staff. It is regrettable that while the study revealed what activities
are performed by reference personnel, and what departments of the library
provide reference service, this cannot be related to the organizational pat-
terns of the libraries. Questions dealing with particulars were often not
meaningful in themselves, but they did indirectly reveal something about the
5nature of reference service. In combination they provide a picture of what
constitutes reference activity in public libraries and are used for this pur-
pose in this report. These and other factors which limit the usefulness of
the returns are pointed out in the appropriate sections of the report. In a
few cases, where answers to a question did not contribute meaningful infor-
mation, they were excluded from this report.
Reference Services Offered by Public Libraries
Information and reference service are supplied to the public by al-
most all public libraries regardless of their size. Over half (58. 5 per cent)
of the libraries in this sample apparently are also organized to provide re-
search assistance (this may include assistance given to students in the prepara-
tion of term papers). Provision of this form of reference service is a function
of the size of the library.
Provision of Research Service
Size of Library Per Cent
Small 48. 6
Medium 61.5
Large 75.5
Only 47.4 per cent of the small libraries offer assistance to groups in
planning their program, a service provided by 61. 7 per cent of the medium-
sized libraries and 69 per cent of the large libraries.
The provision of bibliographic service is also related to the size of the
library. Considered as a whole, 60. 4 per cent of the libraries prepared bib-
liographies for the use of groups. Over half will prepare bibliographies for
individuals, while only 43. 1 per cent prepare them for general distribution.
This same pattern repeats itself for each type of library:
Bibliographies Assistance Provided by Public Libraries
Size of Library
Service Provided for: Small Medium Large
Groups 43.3 58.4 75.5
Individuals 47 64.3 85.3
General distribution 30.8 46.5 67. 9
All libraries regardless of size apparently give first preference to
groups in providing this service, then individuals, and finally in the prepara-
tion of such lists for public distribution. Apparently the incentive to prepare
bibliographies comes first from demands from the public either individually
or from groups. Where the service is dependent on the initiative ot the library,
it is least likely to be carried out.
6Seventy-three and three-tenths per cent of the public libraries give
instruction to patrons in the use of the card catalog. Except for a slightly
smaller per cent in the medium-sized library, this service is not related
to the size of the library. Sixty-six and six-tenths per cent of the public li-
braries report that they give instruction in the use of the reference collec-
tion. Seventy-four per cent of the large libraries; 67. 5 per cent of the small
libraries and, slightly less, 63.4 per cent of the medium-sized public libraries
help patrons to use their reference collection.
Large libraries answer reference questions whether they are received in
the library, over the phone, or through the mail. Fifteen per cent of the
medium-sized libraries and 27.8 per cent of the small public libraries, on
the other hand, do not handle reference questions received through the mail.
In all, 18. 5 per cent of the libraries report they do not provide reference ser-
vice by correspondence.
Telephone service also decreases slightly with the size of the library.
Only 6. 2 per cent of public libraries, however, do not answer telephone ques-
tions. Forty-six per cent of the public libraries do restrict their telephone
reference service in some way. Most frequent restrictions are for quiz pro-
grams, lengthy and detailed questions, medical, legal, and consumer informa-
tion, and for class assignments of school children. The large library is more
likely to have some limitations tothe questions they will answer by telephone.
In order of the total per cent of the libraries who supply them, public
libraries provide the following reference services:
Reference Services Supplied by Public Libraries
Service Per Cent
Provide factual information 97.5
Reference assistance 95.7
Instruction in the use of the card catalog 73. 3
Instruction in the use of the reference collection 66. 6
Compile bibliographies for groups 60.4
Research assistance 58.5
Program planning 57
Compile bibliographies for individuals 54.9
Compile bibliographies for general distribution 43. 1
The constants of reference service in the United States are apparently
the provision of reference and information service and instruction in the use of
the card catalog. Size of the library does not determine whether these services
are offered to the public. The provision of bibliographies first for groups,
then individuals, and finally for general distribution, is th4epattern for all li-
braries regardless of their size.
Clientele of Public Library Reference Services
The types of people to whom public libraries give reference service are
as follows:
Types of Clientele Provided With Reference Service
Group Per Cent
High School students 95. 5
Club women 95. 3
Teachers 94
College students 93
Businessmen 92.4
Children 91.3
Other libraries 67. 2
Other staff members 61
Factory workers 60.4
Other groups most frequently named as served include artists, city
officials, clergy, laborers, lawyers, housewives, and writers. (The question
did not necessarily identify the group affiliations of all library users.)
Nor does it measure the relative demands placed by these various
groups and the consequent degree of attention the public library gives to meet-
ing the informational needs of these various elements in the community. Re-
sponses probably indicate that needs related to formal instruction, and those
of women's organizations and business concerns occupy a great deal of a ref-
erence department's time. People with well-defined informational needs re-
lated to their work or community activity are more likely to turn to the public
library for help than are the average citizens--or the professional people whose
needs require specialized literature beyond the capacity of most public libraries
to supply.
As one would expect, it is the large library which offers its services to
other libraries; 90. 3 per cent of the large libraries report that they give refer-
ence service to other libraries as compared with 75.4 per cent of the medium-
sized libraries and only 49. 6 per cent of the small libraries.
Factory workers receive relatively less attention than other groups.
They are the only community group served by less than 90 per cent of the large
and medium-sized libraries. Eighty-two and six-tenths per cent of the large
libraries and 64. 5 per cent of the medium libraries serve the needs of factory
workers. As one might expect, under half of the small libraries are concerned
with the informational needs of factory workers.
8Service to High School Students. The high school students of America
are placing extensive demands on the reference services of 84 per cent of the
public libraries in the country. Yet in 97. 5 per cent of these communities
there is a high school library available. This is partly explained by the fact
that in 88. 8 per cent of these communities the public library collection is
more extensive than the high school library and because in 92. 6 per cent of
the communities, the public library remains open for longer hours than does
the high school library.
This is equally true in almost every community regardless of the size
of the library except for a slightly smaller per cent of the small libraries
who have collections better than that of the high school library. This may be
one of the major facts of existence of the reference service of the American
public library. Throughout the country a large portion of staff time must be
devoted to serving school related needs of high school students at times when
their school library is not open and from collections superior to that provided
by their schools. That this service to the school library's clientele is limit-
ing the service which the public library should be providing the group for
whom it has a primary responsibility, the American adult, can be surmised.
Non-resident Service. While most libraries undoubtedly still charge
for lending books to those not legally entitled to their services, only 15. 6
per cent of public libraries restrict their reference service to their legal
service area. An equal per cent of small and medium-sized public libraries
do restrict their service--about 17 per cent as opposed to only 8. 7 per cent
of the large public libraries who will not provide reference service outside
their legal service area.
Reference Collections of Public Libraries
Size. Public library reference collections range from a low of fifteen
titles to a high of 1, 356, 592 volumes. The largest collection in any medium-
sized public library has 51, 704 volumes and at least one small public library
reported a reference collection of 10, 000 titles. (One might assume that in
some cases, libraries conceive of their entire collection as serving a refer-
ence function.) The median number of titles in these libraries is 5, 000 for
the large public library, 872 for the medium, and 500 for the small public
library.
Periodical Collections. At least one library is providing reference
with only one periodical in its collection. At least one large library has only
six. (One hopes the answer meant only six in the reference collection, not
the library proper.) A high of 4, 500 titles is reached in the large library with
952 the largest number reported for a medium-sized public library. No small
public library receives more than 280 periodicals. The median number of
titles currently received by the various sized libraries is as follows:
Periodicals in Public Libraries
Size of Library Median Number of Titles
Small 61
Medium 153
Large 458
(Except to show the wide variations which exist, these figures probably
reveal little of significance about the size--and certainly not the quality--
of public library reference and periodical collections.)
Indexes. The indexes to which these libraries subscribe do provide
indirect evidence of the extent of both their collections and services.
Indexes in Public Libraries
Index
Current Biography
Book Review Digest
Reader's Guide to Periodical Literature
Cumulative Book Index
Biography Index
Essay and General Literature Index
U. S. Government Publications Monthly Catalog
Vertical File Service
Facts on File
New York Times Index
Abridged Readers Guide
Industrial Arts Index
Public Affairs Information Service
Education Index
International Index
Per Cent
85. 6
82.7
79. 5
75. 6
46.0
40.4
39.9
37. 6
29. 5
24. 1
21.7
20. 7
16.8
13.9
10.6
In over half of the libraries, the library patron would have access to
information in non-book form only through the Reader's Guide. Somewhere
between one-third and one-half also have the U.S. Government Publications
Monthly Catalog, Essay and General Literature Index, Biography Index, and
the Vertical File Service. Specialized indexes in particular fields--for ex-
ample, Industrial Arts Index and Education Index--will be found in less than
20 per cent of libraries as is also true for International Index and Public
Affairs Information Service.
At least three-fourths of the small libraries have Current Biography,
Book Review Digest, and Reader's Guide. Two-thirds receive Cumulative
Book Index. One-third or less receive all other indexes. The small library's
selection of indexes shows some variation from that of the medium-sized
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public library or for public libraries as a whole. They are more likely to get
the Vertical File Service Catalog than the U.S. Government Publications
Monthly Catalog or the Essay and General Index; less likely to have the New
York Times Index; more likely to subscribe to the Abridged Reader's Guide;
and more likely to get Public Affairs Information Service than the Industrial
Arts Index.
The same general order holds for the medium-sized public library as is
true of libraries as a whole. Three-fourths or more have Current Biography,
Book Review Digest, Reader's Guide, and Cumulative Book Index. One-third to
one-half have Biography Index, Essay and General Literature Index, the U.S.
Government Publications Monthly Catalog, and the Vertical File Service Cata-
log. Thirty per cent or less subscribe to Facts on File, New York Times
Index, Industrial Arts Index, Public Affairs Information Service, Education
Index, and International Index.
Three-fourths of the large libraries will have all these services
except the Vertical File Service Catalog, Abridged Reader's Guide, Public
Affairs Information Service, Education Index, and International Index. In half
the large public libraries the patron is likely to find all these indexes except
for the Abridged Reader's Guide.
If the indexes to which public libraries subscribe is indicative of the
services they provide to their patrons, it would appear that reference service
in over half these libraries is limited to answering factual questions, and to
assistance in the preparation of papers on topics of current interest from in-
formation obtained only from the popular periodical press. Only in the large
public library can one expect to find ready access to publications of the United
States government, to the extensive materials published in pamphlet form, to
the detailed facts in the New York Times, to information in business and edu-
cation journals or to periodicals issued abroad. While the medium-sized pub-
lic library has relatively more than the small library, not even one-third of
them receive New York Times Index, Industrial Arts, Public Affairs Informa-
tion Service, Education Index, or International Index.
While one would not necessarily expect libraries to maintain files of
all the journals which these services index, one might expect them to provide
access to them through the standard periodical indexes. People living in small
communities have some of the same needs for current information as those
who live in larger cities. Considering the indexes provided by their libraries,
these needs cannot presently be adequately met.
Special Reference Collections. The one special reference collection
maintained by the majority of public libraries is the local history collection.
The tendency to keep this kind of archive increases with the size of the library:
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Local History Reference Collections in Public Libraries
Size of Library Per Cent
Small 53.5
Medium 60.8
Large 77. 7
Twenty per cent or less have all other types of special collections.
Those most commonly maintained are young people's collections, music,
art, business, geneaology, and a range of collections reflecting the interests
of a particular locality, for instance, mining.
The large library is more likely to have such collections. Thirty-one
and five tenths per cent have a music reference collection and 38. 6 per cent
have a young people's collection. (Answers could be referring either to
special reference collections or to subject divisions organized to provide
both reference and circulation service.)
Government Documents. An indirect measure of the strength of
document collections in public libraries was supplied by the answers to the
question, "Do you make extensive use of documents in your reference work ?"
Documents play an important role in the reference service of the large
public library. State and federal documents appear to receive equal use.
Sixty per cent of the large public libraries make extensive use of both. One-
third or less of the medium and small public libraries use government docu-
ments extensively. In the medium and small libraries more use is made of
state than federal documents:
Libraries Making Extensive Use of Government Documents
Size of Library Per Cent
State Federal
Small 24.2 16.9
Medium 33.9 29.8
Large 59.7 60.4
This is an indirect indication that in two-thirds of these libraries,
little attempt is made to collect and use documents which relate to the pub-
lic affairs and specialized interests of citizens.
Organization of Public Library Reference Service
Although the combinations of departments providing reference ser-
vice is not known, the answers to the question, "Where is reference ser-
vice provided in your library ?" do you supply some indication of the points
IMUyXRSITY OF ILLtNOIs
,IBRARY
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at which reference service is being given in public libraries:
Departments Providing Reference Service
Department Per Cent
Circulation department 63. 8
Reference department 47. 6
Branch libraries 32. 8
Reader's advisor 7. 1
Music department 6. 7
Art department 6. 1
Business and technology department 5. 8
Other points of service mentioned were bookmobiles, information
desk, other subject departments, and school departments.
There are major differences between sizes of libraries. Branch li-
braries and reference departments provide service in 75 per cent of the
large libraries. In 42.4 per cent, circulation departments are giving ref-
erence service. Approximately 25 per cent of the large libraries reported
music departments, art departments, and business and technology depart-
ments. Twenty-one and two-tenths per cent have their reader's advisor
doing reference work.
One half of the medium-sized libraries have reference departments.
In 67 per cent, service is supplied by circulation departments. Forty per
cent have branch libraries doing reference work. Five per cent or less
reported each of the special subject departments.
Reference in the small library is evidently centered in the circula-
tion department. Sixty-eight per cent have reference service done at this
point. One-third do have reference departments; 10 per cent have branch
libraries which supply reference service. Less than three per cent have
any of the subject departments.
These figures do at least establish that 25 per cent of the large li-
braries have some one of the subject departments. Sixty-six per cent of
the large libraries which have a subject department reported that they also
maintain a central reference department as do 30 per cent of the medium-
sized libraries with subject departments.
Of some concern is the fact that only 27. 3 per cent of the libraries,
which have both their circulation departments and their reference depart-
ments answering questions, have worked out a policy for division of res-
ponsibility. Almost half the large libraries do have a policy regarding
the work of each department, but only one-third of the medium-sized li-
braries having reference done by both departments have formulated a policy
for dividing the responsibility.
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Administration. Responsibility for reference service varies with
size of the library. In three-fourths of the small libraries reference is.di-
rectly under the head librarian. Only eight per cent have a head of reference.
In the medium-sized public library over half have service under the direction
of the head librarian. Thirty and eight-tenths per cent have a reference
department head. In 13. 5 per cent of the medium-sized libraries, branch li-
brarians have responsibility for reference activity. Three and three-tenths
per cent have coordinated responsibility between the reference department
head and branch librarians.
In the large public library, 63 per cent place reference responsibility
with the head of the reference department. Only 17.4 per cent have it direct-
ly under the head librarian. Twenty-six and six-tenths per cent report res-
ponsibility placed with branch librarians. Nine and two-tenths per cent
describe their system as one of coordination between the head of reference
and branch librarians. Other staff reported as directing reference include
assistant librarians and subject department heads.
Some indication of the degree of administrative attention being given
to reference is supplied by the fact that half of the medium-sized libraries
and 75 per cent of the small libraries are operating their reference under
the direction of the head librarian. There is also some indication that
traditional reference service is being dispersed into newer library units and
that coordination has not yet been achieved--or possibly the need for coordina-
tion recognized. Many libraries must suffer from lack of attention to the
supervision and operation of their reference activities.
Staff. In three-fourths of the large public libraries, reference desks
are manned by a reference librarian. The majority also have reference
assistants and branch librarians. In only 25, 5 per cent does the head librarian
actually answer reference questions. In the medium-sized library 42. 3 per
cent of the head librarians actually do reference work while 41. 1 per cent
have a reference librarian. About one-third have reference assistants and
branch librarians doing reference work. As one would suspect, in 72 per
cent of the small libraries the head librarian is doing reference work. Only
13. 5 per cent have a reference librarian. About 10 per cent have reference
assistants and branch librarians to do reference work.
The majority of the large libraries, as the figures would indicate, have
full-time professionals working in reference, Only 37. 4 per cent have a full-
time professional in the medium-sized public library. Twenty-two and five-
tenths per cent have part-time professional help. One-third of the small li-
braries have a full-time professional and 14,4 per cent have a part-time pro-
fessional. Twenty-three and eight-tenths per cent of the small libraries do,
however, have full-time non-professionals assigned to reference as do 15.9
per cent of the medium-sized libraries.
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In two-thirds of the libraries, these librarians are assigned to major
duties outside of reference: 54. 9 per cent of the large libraries; 70. 1 per
cent of the medium libraries; and 67. 7 per cent of the small libraries.
The figures supplied by the reporting libraries do not permit a des-
cription of the various educational backgrounds of those who are directing
reference service in public libraries. It would appear that almost all of the
large libraries have professionally trained librarians in charge of reference.
About 80 per cent of the medium-sized libraries have library school trained
people (many of these are head librarians). About half of the small public
libraries have a staff member in charge of reference work who has had li-
brary school training. The same pattern with regard to library school train-
ing is noted in other members of the reference staff.
The median years of experience for those in charge of reference is
about twelve years, reaching a low of two months and a high of fifty-two years.
The number of years of experience does not vary much according to size of the
library. For other members of reference staffs, the median years of experi-
ence is between six and ten.
Work Assignments. The reporting libraries supplied detailed informa-
tion about the various kinds of work regularly performed by those assigned to
reference service. They do not, however, reveal what constitutes a refer-
ence activity since in many libraries reference is only one duty of staff members.
The information supplied by the large libraries perhaps more accurately
reflects the work of reference personnel. In three-fourths or more of the large
libraries, reference staff selects books, pamphlets, and documents. Almost
half select pictures, and one-third sound recordings. Only 22. 8 per cent
select films.
About one-third apparently actually order books and documents. Almost
one-half order pamphlets. Two-thirds process their pamphlets for use; one-
third process pictures and almost half process documents. About ten per cent
prepare books, films, and sound recordings for use. Almost half prepare
books and magazines for binding. Over two-thirds used their book collections
and three-fourths used their files.
Half of the large libraries have their reference staff prepare publicity.
Three-fourths clip newspapers and magazines. Forty-one and eight-tenths per
cent index local newspapers and over one-half index other local materials.
Twenty-three and nine-tenths per cent handle genealogical materials.
As one would expect, in almost three-fourths of the large libraries,
reference staff supervise and train other workers. About 58 per cent handle
interlibrary loans of both circulating and reference material. Fourteen and
seven-tenths per cent handle microfilming and photocopying.
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Reference duties performed in the medium-sized library vary some-
what from those done in large libraries. Reference staff in the medium-sized
libraries are most likely to actually order materials and prepare them for use.
(In over half of the medium-sized libraries, staff who do reference also
process books.) Slightly more prepare publicity; fewer clip materials. Only
2. 1 per cent handle microfilming and photocopying.
Most common responsibilities of reference staff are apparently:
supervision and training of staff; selection of materials; handling of pamphlet
materials; weeding of book collections and files; and, when the task is per-
formed, clipping newspapers and magazines and indexing materials. It is
also common to have reference staff handle interlibrary loans and prepare
publicity.
Policies and Practices
Lending Policies. Sixty per cent of the public libraries in this sample
lend materials from their reference collections for periods when the library is
closed and half of them will lend materials during service hours. The large
library is slightly more liberal in its lending policy--62. 5 per cent will lend
both times while only 46. 5 per cent of the small libraries feel they can let
their reference volumes go out when the library is open for service. Materials
most frequently excluded from loans outside the building are encyclopedias,
unabridged dictionaries, parts of sets, local history, rare or out-of-print
titles, city directories, bound periodicals, and titles in poor condition.
Only 20 per cent of the libraries have formulated a policy about the
materials they will lend. In the majority of libraries, each request is given
individual consideration. The large public library is more likely to consider
each request separately. While the number of loans made each year varies
from one to a high of 91,000, the average number of loans made each year in
most libraries is probably between fifteen and twenty-five volumes.
Open Access. In the majority of libraries (61 per cent) the entire
reference collection is open to the public. The major difference is in the
large libraries where 63 per cent restrict their collection in some way.
Most frequently cited restrictions are ready reference, government docu-
ments, back files of periodicals, local history materials, expensive titles,
and those likely to disappear.
Budget. In 67 per cent of the libraries in the sample no part of the
budget is specifically allocated for the purchase of reference books. This is
apparently dependent on the size of the library, and therefore the degree to
which reference service has been formally organized and separately staffed:
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Public Libraries Having a Separate Allocation
for Purchase of Reference Materials
Size of Library Per Cent
Small 19.4
Medium 22. 8
Large 38.6
Most libraries which do not now have a separate allocation for
reference books do not feel that it is necessary. Only 21. 6 per cent of the
large libraries who do not have a reference allocation in their budget said
that they would like one, as compared with 27. 6 per cent of the medium-
sized libraries and 29 per cent of the small libraries.
Maintenance of Periodical Collections. Most libraries (71. 6 per
cent) do not try to keep all of the periodicals which they receive. Some
titles are regularly discarded after a period of time. While the period
varies from three months to as long as thirty months, three-five months
seems to be a fairly standard length of time to keep most titles which are
not to become part of the permanent collection. Factors most frequently
influencing the decision to discard titles are "permanent value" and inclusion
in periodical indexes.
Binding. Libraries are also selective in the periodicals they choose
to bind. Only 1. 9 per cent as a matter of practice try to bind all their period-
ical titles and these are accounted for by 9. 2 per cent of the large libraries
who are able to maintain completely bound files of their journal titles. Major
considerations influencing decisions whether or not to bind a title are: use,
permanent value, indexing, budget, space, and availability in other libraries.
Newspaper Preservation. Almost half of these libraries store their
local newspapers unbound- -or do not keep them. Thirty and two-tenths per
cent bind their newspapers; 25. 5 per cent have them microfilmed. The major
difference is the large library where 60. 8 per cent have adopted microfilming
storage of newspapers as compared with only 10 per cent of the small libraries
and 26. 8 per cent of the medium-sized libraries. Medium-sized libraries
are making equal use of binding and microfilming. Use of each method was
reported by 26 per cent of the medium-sized libraries. In small libraries,
binding is still evidently the preferred method while the large public library
has turned to microfilm as the means of preserving its newspapers.
Use of Photoreproductive Methods. When libraries are considered as
a whole, use of the various methods of storing and preserving materials in
reduced size is minimal. Only 5 per cent provide microcards, 19. 8 per cent
microfilms, and less than 2 per cent have other forms such as microfilm
and microprint.
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The large library, and to some extent the medium-sized library,
are making use of microfilm and 28. 2 per cent of large libraries have
some materials on microcards:
For
Mi<
Mi(
Use of Microreproduction Methods
7m Per Cent
Small Medium
crocard .4 2.7
crofilm 5.0 20.2
Large
28. 2
57.1
Microfile
Microprint
.5
.1 8.3
Photoduplication Service. In only 3. 7 per cent of libraries can
patrons obtain microfilms of materials to take with them. In 7. 3 per cent
they can have photostats of articles made. Provision of this service by
size of library is as follows:
Photoduplication Service in Public Libraries
Per Cent Who Offer Service
Type Small Medium Large
Microfilm 1.2 2.9 12.5
Photostat 1.0 5.9 27.2
Contura .2 1.7 12.5
All other forms of copy are available in less than one per cent of
the public libraries in this sample. Photostat is the preferred method re-
gardless of size of library. While provision of photoduplication service is
greater in the large library, at least 50 per cent of the large libraries may
not make this service available to their patrons, and only 20 per cent and
probably less of the libraries in this sample provide photoduplication service
for their patrons.
Evaluation
The single most outstanding fact about the measurement tools used
by public libraries is that most libraries do not keep records of their activi-
ties for purposes of measuring and evaluating their services or their collec-
tions.
Use of Facilities. Only 6. 2 per cent keep a record of attendance, and
there is no difference between the various sized libraries in per cent who
record attendance. Only three per cent keep a record of their patrons by
type. Only five per cent count the use of volumes in their reference collection.
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Number of Reference Questions. More frequently, libraries keep
track of the volume of reference questions they handle. About 30 per cent
record both those received personally and by telephone. Slightly fewer,
17. 6 per cent keep a record of all mail requests:
Per Cent of Libraries Which Keep a Record
of Their Reference Questions
Form of Request Per Cent
Small Medium Large
Personal requests 20 29.8 55.5
Telephone 17.1 29.2 59.3
Mail 10 17.5 38
Total who maintain a
record of reference
questions 21. 7 39.5 58.7
(In recording questions most libraries do not count directional
questions, or questions about services, hours, etc., as refer-
ence questions. )
Work Measurement. Apparently most libraries do not try to keep a
regular count of other work activities of the staff. Only 14. 6 per cent keep
track of the bibliographies and reading lists prepared and 10. 5 per cent
count the ephemeral materials prepared for use. A small per cent count the
number of club papers, translations, cards made for sources of unusual
material, and interlibrary loans.
RecurringQuestions. At least 21.2 per cent evidently have some
method for recording questions and sources of information to avoid repeti-
tion of work. Forty-four and five-tenths per cent of the large libraries,
21.4 per cent of the medium, and 12. 1 per cent of the small libraries re-
port that they have developed a satisfactory method. The most commonly
used methods are the maintenance of files of difficult or recurring questions;
information files by subject, bibliography files, a record of questions and
sources used.
Satisfaction With Methods for Evaluating Services and Collections. Only
five per cent of the libraries in this sample are satisfied with their method for
evaluating their reference service. As described in the preceding section only
21.2 per cent feel they have evolved a satisfactory way of providing for re-
curring questions. Fourteen and six-tenths per cent have developed a method
for evaluating their reference resources which they consider satisfactory.
Slightly more of the large libraries are satisfied with the methods they use
to evaluate their resources. Only 11. 3 per cent report they have developed
a satisfactory method for determining patron satisfaction or dissatisfaction.
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The two facts together- -that only one-third or less of the libraries
in this sample are presently keeping records of their activities, and that
they are not properly evaluating either their collection or services--sug-
gests the need to develop tools which will permit adequate measures of a
library's success in implementing its program.
Conclusions
It is to the credit of American public libraries that, regardless of
their size, they provide reference service to all who ask. This is, however,
more a measure of their willingness than the adequacy of their service, as
indicated by the fact that over 40 per cent of the libraries in this sample did
not even report that they offered bibliographic or research assistance.
Half of these libraries do not have a full-time person assigned to
reference. Staffs have major duties outside of reference and may be carrying
out many processing routines not directly associated with their primary
responsibility.
Throughout the country, librarians are working from collections which
vary greatly in size and probably content. Except possibly for their own local
history, the majority of libraries may not be equipped to handle requests for
specialized information. In over half these libraries the patron cannot obtain
access to information supplied by the federal government, or information
which has appeared in pamphlet form, nor do business and professional
people have access to their own periodical literature. Two-thirds of these
libraries do not make extensive use of state or federal documents.
While we do not know from this study whether libraries without ade-
quate collections call regularly on the facilities of larger libraries, it is
probably safe to assume that it is not common practice. There is some evi-
dence that libraries most in need of the services of a stronger collection
make the least use of interlibrary loan facilities. Librarians may uncon-
sciously have shaped their concept of their reference and information res-
ponsibility to fit the limits of their financial resources.
The larger libraries do have a professionally trained full-time refer-
ence staff and are able to supply specialized materials, the standard index-
ing services and, frequently, their own specialized indexes and files as well.
Although these larger and better equipped libraries serve proportionately
more of the population of the country, it is still probably a conservative
estimate to say that at least half of the American public is presently without
adequate reference service.
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One of the more serious implications of this study is the heavy load
being placed on the resources and staffs of public libraries by high school
students for term papers. This apparently universal situation awaits a
definition of what is properly the function of the school library and what is
the function of the public library in serving school related needs. This in
turn awaits a definition by the public library of its responsibility for meeting
the informational needs of the adult, out-of-school citizen.
Public libraries may be operating their reference service largely in
response to public demand, as indicated by the small number of libraries who
prepare bibliographies for public distribution. Either this is being carried
out by other units in the library or the public library is still taking a passive
rather than active role in calling attention to materials of interest and con-
cern to the public. This service has not, at any rate, become an accepted
part of the reference responsibility of the public library. Groups, such as
factory workers, who are not vocal in their demands, may be receiving less
than their share of attention as compared with other groups who have learned
how reference services of public libraries can help them. Program planning
assistance is considered a part of reference in under half the libraries in this
sample. The proper place of the reference service of the library in serving
the needs of adult groups awaits definition.
While this study did not reveal the various organizational patterns
under which reference service operates, indirectly it does suggest that in
many libraries--both medium and large--separate reference departments
maintain their own book collection, files of pamphlets and clippings, and
frequently the permanent periodicals collection and documents. These depart-
ments may be operating somewhat as islands sufficient unto themselves except
for the details of ordering and processing books.
In the large library, specialized departments have grown up which
handle both reference and circulation. Branch libraries are meeting some
portion of the reference needs of their particular clientele, older divisions
such as documents undoubtedly continue to exist, service to special groups
such as young people includes reference. Adult services librarians and read-
er's advisors offer reference-related services. Only a few have apparently
achieved coordination of reference under these multiple forms of organization.
Circulation departments in the meantime undoubtedly continue to bear a
share of the reference load, and only a small per cent have resolved the
division of responsibility between reference and circulation. Definition of what
constitutes reference service and a means of coordinating and administering
these services when dispersed among many units is needed to insure maximum
efficiency.
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The fact that most public libraries have been more intent on build-
ing collections of materials which will circulate rather than on materials
for reference purposes helps to explain the little use made of various
newer forms of storing and preserving materials. Newspapers have re-
ceived some attention, microfilming increasingly being the way the daily
newspaper is stored and preserved. Photoduplication service is being
offered by the larger libraries, but even these libraries have only a
small per cent who make this service available to patrons.
Reference apparently operates on a day-to-day basis in many li-
braries, although good reference librarians build files of recurring questions
and attempt to keep some track of the quantity of questions their department
handles. Lack of satisfaction with means of evaluating their services is
perhaps the strongest reason for the development of ways to keep meaningful
and useful records of activity.
Implications of the Study
As has been suggested in the preceding analysis, the findings of
this study suggest the urgent need to continue efforts toward implementation
of the committee's original objectives. By stating the great inequalities
which exist in reference service offered to the public across the nation, this
study underscores the importance of further research and points out the need
for professional attention to this area of public library service.
Specific directions which professional efforts might take include:
1. An examination of the public library's responsibility for meeting
the information needs of Americans; the extent of its commitment to provide
school related service; the degree to which it will assume an active rather
than passive role in bringing materials and resources before the public.
2. A reinterpretation of the reference function of the library which
will relate this activity to other library activities concerned with providing
information and materials to community groups and the general public.
3. The development of minimum standards of reference service--
important arguments for increased financial support and a means of measuring
adequacy of services and collections.
4. The development of regional cooperative arrangements, which in-
clude various types of libraries, the use of faster media of communication--
teletype, radio, etc. (As state libraries move into positions of leadership they
might well assume the role of coordinator of their state's reference-informa-
tion activities.)
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5. The development of uniform ways of recording and reporting the
reference services being provided the public--a means of providing informa-
tion for evaluating individual programs but also a necessary step if the pro-
fession is to be supplied with continuous information about this important
phase of public library activity.
6. Attention should be given to the degree to which maximum refer-
ence service is provided under various organizational patterns, ways to co-
ordinate services when they are supplied by many units in the library, and the
best ways of organizing to achieve maximum utilization of personnel.
7. Individual libraries also need to make precise statements of their
objectives, and establish priorities of service--the extent to which they will
meet needs of specialized groups, the portions of their budgets they will
allot to indexes in relation to the amount they expand for actual materials.
Statements of policy should be substituted for day-to-day decisions. Photo-
graphic forms appear to need greater emphasis.
Reference is a vital service which adds to the stature of the public
library. It is one of the honored skills of librarianship which now needs to
be reinterpreted so that it can be integrated with the community in which the
public library functions and with the other activities of the library directed
toward providing materials and information for individuals and groups in
the community. In whatever form it continues to exist, reference service
can bring increased recognition and support to the American public library.
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